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This survey was conducted during a time of unprecedented change. As we moved out of the
COVID-19 crisis, we transitioned quickly into a cost-of-living crisis, with soaring inflationary
energy prices triggered by the war in Ukraine. Consumer sentiment has become more
pessimistic as consumers form their expectations about the national economy in a post-Covid
inflationary period. This was evidenced in the CRU 2022 Annual Consumer and Business
survey.

The survey is used by CRU as one source of information to determine if the public interest is
being met through monitoring the degree to which residential and business customers are
satisfied with their energy suppliers, the services offered and the functioning of the market in
terms of choice and competition. The survey also offers an opportunity to evaluate the level
of financial struggle felt by consumers, which was a significant consideration this year given
the growing financial strain in the economy. Overall, the survey gives the CRU an insight into
customer experiences and attitudes within the energy market and aids in policy formation
from the CRU. The 2022 research was conducted by Behaviour and Attitudes and The
Research Perspective, on behalf of the CRU.

When focusing on the findings, this report should be viewed within the context of the global
energy crisis with the attendant issues of rising energy prices, affordability, supplier
withdrawal from the market, market engagement and consumer confusion over pricing and
management of energy consumption. These considerations played a vital role in shaping
consumer and SME attitudes towards the energy market.

Satisfaction is in decline across both residential and SME markets. Consumers remain
reasonably satisfied with their energy suppliers (Electricity 71% and Gas 73%),
notwithstanding the 6% and 11% decline in satisfaction scores since 2021. In a larger
context, this is the fourth year of decline for electricity and the lowest score since
measurement began in 2012 for both the electricity and gas markets, likely due to a mix of
dissatisfaction with prices, alongside a developing pessimistic view of the national economy.
It is also important to highlight that there is lower tolerance of perceived shortfalls in
customer service within organisations, following on from the covid pandemic. It should be
noted that the dissatisfaction highlighted by consumers is focused on supplier organisations
and the associated services they deliver rather than the network companies, where there
are no clear supply-specific issues. However, this may change as we move into winter season
and if there is an increased level of supply outages.

SME satisfaction with energy suppliers has also decreased, in both the electricity and gas
markets — but the level of decrease is less than expected. This is likely because the
respondents comprise those businesses who have withstood both the impact of the Covid
pandemic, as well as the initial challenges associated with the energy crisis. Much like the
experience of residential customers, business customers are becoming more vigilant in
terms of energy costs. There is also a clear signal from business customers in the SME sector
that businesses are struggling from an energy affordability perspective. The 2022 survey
reports a 25% increase in the number of SMEs who indicate that the cost of electricity is a
significant challenge for their business and recognise that all businesses are struggling with
this challenge.

Consumer engagement in energy-related activity appears to be on the cusp of an increase,
with evidence of evolving interest in two of the components of the Demand Response



Technology Cluster (Smart Meters and TOU Tariffs) — accelerated customer engagement
with digital comparison tools and options for supplier switching. This is most likely driven by
a need to buffer the unrelenting rising energy prices as well as a post-Covid state where
people are consuming more consciously, and more are confidently embracing digital
enablers.

When turning our attention to vulnerable customers, there is an enduring challenge in
managing the gap between the experience of vulnerable customers (in terms of advancing
age, medical conditions) and those who are economically constrained, compared with the
rest of the population. Vulnerable customers have consistently lower levels of satisfaction
across the price and service-based metrics, report higher incidences of arrears and a greater
probability of having to delay, displace or partially pay their energy bill. This is paired with a
lower likelihood of being aware of CRU resulting in vulnerable customers being less advised
of the protections offered, given their specific and unique circumstances.

There appears to be a challenge in involving consumers in the energy market through ‘Active
Customers’ and ‘Energy Communities’, with low numbers engaging in microgeneration and
modest numbers willing to participate in Active Customer activities (if no cost involved).
With the exception of a marginal increase in the likelihood to invest in an electric vehicle,
customers are somewhat circumspect in terms of investment in energy-saving initiatives,
particularly solar panels. However, this may be a temporary pause, fuelled by perceived
economic instability and their assessments of the economic outlook.

Given the soaring energy costs, a key area of focus of this year’s research has been on
switching. It should not come as a surprise that switching has increased among both
electricity and gas customers, with switching rates in the last 12 months now standing at
23% (19% in 2021) for electricity customers and 27% (20% in 2021) for gas customers. In the
context of the SME market, 29% of electricity customers and 33% of gas customers indicated
they switched in the last 12 months. Consumers in pursuit of savings confirm that switching
suppliers has resulted in 2 in 3 electricity customers and 3 in 5 gas customers achieving
savings by the amount expected.

Interestingly, as we exit the Covid crisis (and move into the cost-of-living crisis), we see an
increase in both telephone and door-to-door communications as the method used to switch,
while online switching has reduced. This is reflective of both an end to the online boom of
the Covid period, and the drive to reduce costs as much as possible. Customers perceive that
in-person discussions with sales reps have a higher likelihood of them being offered a better
deal. Although the use of the online channel for switching has reduced, there has been
increased usage of online comparison tools and websites to inform the switching decision.

Given a total of 2 in 5 respondents believe they will switch suppliers in the next 12 months, it
is likely that a multi-pronged switching approach will be used by consumers to optimise their
chances of achieving the best savings possible.

When focusing on switching within the SME market, it becomes clear that customers
perceive less market differentiation. While the proportion of SMEs who have ever switched
has increased, the proportion of SME electricity switchers in the past 12 months has
decreased, which may point to a perception of the absence of differentiated offers in the
SME market (reduced tailored offers). It should be noted that the proportion of SME gas
switchers increased by 4 percentage points.
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In contrast to the residential switching experience, the confidence of the market in the value
of switching appears to be significantly compromised as over 40% of SME respondents
report that they did not experience the bill reduction that they expected from switching to
another supplier, whilst also reporting that the switching process was less smooth. It is also
important to highlight that comparison of offers seems to be moving further from the
perceived capability of SMEs with a 25% decrease in the perception of the capability to
understand alternative offers.

In addition to this, businesses perceive there is limited support for them through the
mechanism of understanding the bill while also reporting decreases in either awareness of
CRU (electricity SMEs) or awareness of CRU’s role in Consumer Protection (gas SMEs).
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Residential Research

The key findings from the residential research include:

Context Setting: Market share and satisfaction

Billing

Market share across the residential electricity and gas market has remained
relatively stable.

Spontaneous awareness of electricity suppliers has declined marginally in
the case of most electricity suppliers, except for Prepay power and Flogas. In
the case of awareness of gas suppliers, there were small increases for SSE
Airtricity, Electric Ireland, Prepay Power and Panda.

The impact of energy costs is reflected in reduced consumer satisfaction
rates across both electricity providers, in particular, Energia and SSE
Airtricity) and gas providers (especially Flogas).

71% overall electricity supplier satisfaction (77% in 2021)

73% overall gas supplier satisfaction (84% in 2021)

When focusing on prepayment customers, satisfaction ratings are lower
amongst both electricity (63%) and gas prepayment customers (62%). This is
paired with reductions in scores relating to specific benefits of prepayment,
although these scores remain high in absolute terms.

The number of electricity customers who open and read their bill has
dropped slightly to 86% compared to 91% in 2021, while those reading every
bill have remained steady at just under 50%. Given the current soaring
energy prices and cost-of-living crisis, it is somewhat surprising that the rate
of consumer engagement with the bill has not increased. Although there
has been a slight increase in the rate of gas customers engaging with their
bill, there has been a reduction in those reading every bill.

This is paired with a decrease in the proportion of customers who say they
understand how their bill is calculated, and how much energy they have
used. Close to 20% of customers continue to struggle with identifying if a
particular bill is an estimate.

The proportion of electricity customers claiming to have submitted their
own meter reading in the past 12 months has decreased (-8%pts) but has
remained steady in the gas residential market.

Arrears & Disconnection

Although we are experiencing significant increases in energy costs and
potential supply issues moving into Winter, it is important to point out that
those who state that they are in arrears (3% electricity customers; 6% gas
customers) and those who state that they have experienced disconnections
(7% electricity customers; 4% gas customers) have remained relatively
stable from the previous year.

In terms of disconnections, it should be noted that prepayment customers
are more likely to report disconnections. 5% of electricity and 15% of gas
prepayment customers also note they have experienced disconnection for
longer than 24 hours. This disconnection metric includes multiple reasons
for disconnection and not just for reasons related to non-payment.
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e There is a worryingly large proportion of consumers noting that increases in
energy prices have resulted in bills no longer being manageable for their
household, with more than 1 in 3 electricity and over 2 in 5 gas consumers
noting some issues with managing the increase of energy bills.

Vulnerable Customers and the Priority and Special Services Register

e Awareness of the Priority Services Register, at 30%, among electricity
customers remains steady with 2021 levels.

e Awareness of the Special Services register shows increases amongst gas
customers at 34% (+4%pts), following a major increase between 2020 and
2021, while awareness among electricity customers sees a slight increase to
21%.

e Incidence of registering for Priority Services and Special Services register
remains low, mostly due to many not knowing this was a possibility.

Comparing Offers

e Following a period of gradual improvement, the ease of comparing offers
has reversed across both electricity and gas customers.

e Usage of online comparison websites continues to increase year on year
(note the role of online comparison websites as more of a support role in
switching)

e 43% of electricity customers agree that it was easy to compare offers (49%
in 2021)

e 43% of gas customers agree that it was easy to compare offers, which is
down from 54% in 2021.

Switching

e Notable increase in switching in both gas and electricity with rates
increasing by 4%pts (electricity) & 7% pts (gas) since 2021. The primary
driver for switching was to save money.

e 2in 3 electricity customers and 3 in 5 gas customers who switched said their
bill reduced by the amount expected.

e 2in 5 customers believe they will switch suppliers in the next 12 months.
The factors driving the decision of supplier choice include unit cost of
electricity/gas and the overall bill impact.

e There has been a significant reduction in the number of customers relying
on websites to switch suppliers, but there has been an increase in contact
through phone and home visits. Cost-saving behaviour is also reflected by
increased numbers indicating their likelihood to switch if there were
cheaper tariffs and more information about reducing electricity usage.

e In previous year's measurement, typical behaviour by both electricity and
gas customers in the case of imminent contract expiration was to
automatically continue with their supplier. This remains the case in 2022 for
41% of electricity customers, but there has been a notable decrease in this
metric amongst gas customers, dropping to 29% from 38% in 2021. This can
be attributed to the more severe energy price increases for gas compared
with electricity. Gas customers are now equally likely to consider
alternatives to either their existing provider or a new provider, as they are to
automatically stay on their current plan.

e There has been a significant reduction in the number relying on websites to
switch, with increased contact through phone and home visits.



e Among those who have switched, the ease of switching has decreased
substantially (easy-to-switch now stands at 80% for electricity customers

and 81% for gas customers, down from 94% (electricity) and 92% (gas) in
2021).

Smart Metering

e Awareness of Smart Meters has increased significantly across both
electricity (+12%pts) and gas (+12%pts).

e Electricity customers' willingness to share their energy information with
suppliers to avail of new offers and services has remained steady while
interest in a Time of Use tariff has decreased by 5%pts.

e The vast majority of customers (over 3 in 4 electricity; over 4 in 5 gas) have
an appetite for tracking daily electricity and gas usage, with most, this is best
channelled in the form of an app.

e At present, 1in 5 of customers that already have a Smart Meter installed,
believe they are availing of time-of-use tariffs (equates to less than 1 in 10 of
the population).

Active Consumer and Energy Communities

e Over half of customers are interested in participating in an ‘Energy
Community’.

e Installation of solar panels, monitoring energy through a smart device, and
electric vehicles are the main initiatives ‘Active Consumers’ are interested in.

e Under 1in 10 customers claim to have microgeneration installed. Among
those with microgeneration installed, 3 in 5 are aware of the surplus
electricity payment.

CRU Awareness
e During this turbulent period, awareness of the role of CRU remains modest,
particularly on the residential side with 1 in 4 electricity customers and 1 in
3 gas customers indicating they are aware.
e Awareness of CRU’s role in consumer protection has dropped since 2021,
and knowledge of CRU’s regulation of Irish Water remains very low in
absolute terms, with 10% of electricity and 12% of gas customers aware.

Irish Water Engagement
e Just over 1in 10 electricity and gas customers claim to have contacted Irish
Water in the last year regarding an issue.
e Of those customers who contacted Irish Water, there are high levels of
dissatisfaction, with 3 in 5 electricity and over 2 in 5 gas customers noting
their dissatisfaction with how the issue was handled.
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The key findings from the SME research include:

Context setting: Satisfaction

Competition

Billing

Switching

Overall satisfaction with the electricity market shows signs of decline at 76%
(-3%pts), with the gas market showing substantial decreases in satisfaction
of -11%pts and now stands at 81%.

Bord Gais Energy and Energia experienced boosts in satisfaction, while
Electric Ireland and SSE Airtricity experienced declines.

In contrast, all gas suppliers have experienced a decrease in satisfaction,
with Flogas still achieving the highest satisfaction (86%).

Satisfaction has also dropped in relation to Irish Water, electricity and gas
suppliers generally.

Spontaneous awareness of gas providers has increased in 2021 scores.
However, awareness of electricity suppliers is mixed, with improvements for
SSE Airtricity, but decreases for Energia and Electric Ireland.

Ease of comparing offers has decreased substantially with 42% of electricity
SMEs and

45% of gas SMEs indicating it is easy to compare offers.

Bill understanding generally remains high, albeit some slippage is evident
amongst electricity SMEs, particularly in regard to bills aiding one’s
understanding of their current tariff.

There is a growing number of electricity SMEs reviewing costs on a more
frequent basis while the reverse is true for gas SMEs.

There has been a major shift in affordability, with a significant increase in
both electricity and gas SMEs noting costs of energy are significant
challenges for their businesses (2 in 3 electricity; 3 in 5 gas).

Although there has been increased concern about energy costs, this is not
necessarily reflected in the number of SMEs in arrears. Electricity customers
in arrears decreased from 8% in 2021 to 3% in 2022 while the number of gas
customers in arrears decreased from 8% in 2021 to 6% in 2022.

When electricity and gas contracts come to an end, electricity customers are
more likely to stay with their current supplier either by automatically
continuing with the supplier or reviewing offers from existing suppliers. Gas
customers are less likely to automatically stay with their provider, though
reviewing offers with existing suppliers has increased.

The incidence of switching in the last 12 months has decreased slightly for
electricity SMEs to 20% (-2%pts) while the incidence of switching amongst
gas SMEs has increased to 20% (+4%pts). Cost is the key reason for
switching.

Overall, the ease of switching remains high, but a significant decline is clear
among electricity customers (-17%pts), while gas SMEs have also declined by
5%pts.
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e There is a significant reduction in the incidence of both electricity and gas
SMEs saving money following a switch, with 2 in 5 electricity customers
agreeing that their bill reduced by the amount expected, while half of the
gas customers noted this. This is a reduction of -25%pts and -36%pts
respectively.

Smart metering
e There has been a significant increase in awareness of smart meters as 72%
of electricity and 67% of gas SMEs now claim to be aware of smart meters.
e Interest in Time of Use tariffs also remains high with 66% of electricity SMEs
(65% in 2021) and 78% of gas SMEs (73% in 2021) indicating interest.
e Atotal of 4in 5 electricity and 71% of gas customers claim they would be
interested in viewing daily energy usage.

CRU Awareness

e Just under 2 in 5 electricity SMEs are aware of CRU, increasing to half of gas
SMEs. There is much lower awareness surrounding CRU’s role in consumer
protection, with 16% of electricity and 26% of gas SMEs indicating
awareness.

e CRU is seen as being responsible for increasing awareness of customer rights
and protection for all energy customers.

e Almost 2 in 5 electricity and half of gas SMEs are aware of CRU’s role in
regulating Irish Water.

Irish Water Engagement
e 1in 4 electricity customers claims to have contacted Irish Water in the last
year regarding an issue.

e Of those customers who contacted Irish Water, almost 2 in 3 noted their
dissatisfaction with how the issue was handled.
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The fieldwork for each survey was conducted during May-July 2022.
The research was undertaken by Behaviour and Attitudes in conjunction with The Research
Perspective.

This research pays particular focus to the:
e Measurement of the residential retail electricity and gas market in 2022, with
comparable scope to previous research.
e Measurement of the business electricity and gas markets in 2022 with comparable
scope to previous research. The business element included both small and medium-
sized enterprises (SMEs), defined as those with 250 employees or fewer.

The methodology used for the residential retail electricity and gas market measurements has
been kept as comparable as possible to provide comparisons with the trended data from
2013-2021. Due to health restrictions imposed following the outbreak of Covid-19 in Ireland
in March 2020, survey data collection for the residential study has been conducted using a
combined CATI telephone and online approach using B&A’s online panel, Acumen.ie during
2020, 2021, and 2022. In previous years all main survey residential interviewing was
conducted via face-to-face interviewing using CAPlI machines, in the respondent’s own home.
As in previous years, there have been changes to question inclusion, order, sequence and
format, which is likely to have had an impact on comparability — where this has arisen,
attention has been drawn to it in the report.

As in 2020 and 2021, part of the 2022 measurement included a shorter online study element
(n=80 electricity and n=64 gas). The objective of this online element was to ensure a broader
reach of vulnerable customers from both the electricity and gas markets. Advertising
placement seeking participation in the online study was included on Instagram and Facebook
sites, which targeted interest groups related to the definition of vulnerable. B&A’s online
survey panel (acumenpanel.ie) was also utilised. To qualify for the online survey, respondents
needed to self-identify as having a disability consistent with the definition of vulnerable
customers.

The Computer Assisted Telephone Interviewing (CATI) methodology used for the business
research is directly comparable to the methodology used for the business electricity and gas
market measurement pre-Covid. Respondents were decision-makers for electricity/gas
supply-related activities within the organization and included both private and public sector,
government organizations and sole traders. Residential and SME market share data was
provided by CRU and a corrective weighting was applied to the data at the data analysis stage
to ensure representativity.

Comparisons between the four measurements are presented with the following observations:
e The two residential markets are now broadly comparable in terms of the level of
competition and the regulatory framework, notwithstanding the residential electricity
market has been deregulated for longer than the residential gas market;
e The two SME markets are structurally different with electricity universally used by
SMEs, in comparison to natural gas which is used by a minority of SMEs.



BiA

Price deregulation of the electricity and gas markets occurred between 2005 and 2014 which
allowed suppliers to enter and compete in the market. Since 2005, competition has continued
to develop in all aspects of the market. The markets are somewhat different compared with
recent years as some suppliers have withdrawn from the Irish market or changed their
business models in terms of markets served.

The Single Electricity Market (SEM), the wholesale electricity market for the island of Ireland,
went live in 2007, with the goals of providing the least cost source of electricity generation to
meet customer demand across the island of Ireland while maximizing long-term sustainability
and reliability.

At the time of surveying, there were circa 16 suppliers across the different segments of the
gas and electricity markets, serving the residential and business communities. However, it
should be noted that Panda Power has recently announced its withdrawal from the Irish
market.

2022 has proven to be a very financially challenging time for many due to energy costs and
economic instability in terms of cost of living and inflation. Research in the energy space is
vital to understand people's attitudes and concerns toward the industry during such a
tumultuous time.

10
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The purpose of this research is:

e To determine the level, quality and benefits of competition in the residential and
business electricity and natural gas markets as perceived by customers within these
markets;

e Todetermine the level of switching occurring, drivers or inhibitors impacting the level
of switching and other measures of engagement in the four markets, such as
consumer’s understanding of and ability to compare offers;

e To measure issues such as bill clarity, sales process, the complaints process and
protection of vulnerable customers;

e To inform CRU generally about consumer behaviour and attitudes as they emerge
within the markets.

e To examine the impact of the cost-of-living crisis on utility usage and consumers'
ability to pay utility bills

e To greater understand the attitudes toward and propensity for smart meters and time
of use tariffs.

e To gauge the importance of renewable energy and reducing consumption for
consumers and businesses.

The research included the following specific areas:

1. General awareness of and satisfaction with competition and supply companies
providing services in each market;

2. Satisfaction with specific elements of utility services, including pricing and customer
service;

3. Experience of switching within each market including end-of-contract behaviour,
switching rates, reasons for switching or not switching and perceived understanding
and ability to compare offers;

4. Level of engagement by customers with suppliers as demonstrated by investigation
of alternative tariff packages, changing to alternative tariff packages, changes in
payment methods and changes in billing frequency;

5. Assessment of the sales process and advertising from electricity and gas supply
businesses;

6. Knowledge of pricing, understanding of billing, and interest in and experience of

prepayment;

Payment arrears and disconnections;

Awareness of CRU and its role in customer protection and Irish Water;

Level of engagement with Irish Water and satisfaction levels based on engagement

10. Awareness of the availability of registration as vulnerable customers (defined by a
range of criteria including those who rely on electricity supply for the operation of
medical equipment in the home, the elderly and the disabled).

11. Interest in becoming Active Consumers and joining Energy Communities;

12. Awareness and interest in Smart Metering.

© o N

This report is a summary of the findings of the research and is designed to cover the issues
assessed at a high level. The full research will be released by the CRU in a set of stand-alone
PowerPoint presentations, one covering the residential electricity and gas markets and a
second report covering the business electricity and gas markets.

11
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This survey has been conducted on an annual basis since 2011 and has captured the evolution
of the energy markets for over a decade. This survey is designed to ensure continuous annual
measurement of customer experience and attitudes in the residential and SME electricity and
gas markets. Priority in design is given to maintaining comparability over time, whilst ensuring
the measurement adapts to incorporate current and emerging considerations and attitudes.
However, given the soaring energy prices, there have been some additions to the
questionnaire, touching on specific areas of satisfaction/dissatisfaction and gauging people’s
perceived management of the energy price increases. Much like in 2021, the change in
methodology that was adopted in 2020 following the onset of the COVID-19 pandemic was
maintained in 2022. This was a combination of telephone surveying and online panel
interviewing.

Just over 1,000 interviews are conducted in each of the electricity and gas residential markets.
Each of these samples is based on a nationally representative sample of households,
conducted using a Computer Based Telephone Interview (CATI) approach and the Acumen
Online Panel, to reach customers who use electricity or gas in their residential premises,
including those with night saver meters and smart meters.

In the case of the SME electricity and gas markets, the focus of the research is on enterprises
with low to medium consumption, with 250 or fewer employees. Unlike the residential sector,
the research in the SME sector was unaffected by Covid-19 in terms of the data collection
methodology. For the SME sector, a Computer Based Telephone Interview (CATI) approach
was used to get responses from 400 SMEs in the electricity market and 250 in the gas market.

The data collection methodology followed best practice methods and processes executed
under internationally recognised quality standards (ESOMAR).

The methodology used for the residential retail electricity and gas market measurements has
been kept as comparable as possible to facilitate comparisons of trended data from 2013-
2020. However, due to health restrictions imposed following the outbreak of Covid-19 in
Ireland in March 2020, the main survey data collection for the residential study was conducted
utilizing a combined CATI telephone and online approach using B&A’s online panel, Acumen.ie
during 2020 and 2021. This continued in 2022. In previous years all main survey residential
interviewing was conducted via face-to-face interviewing using CAPI machines, in the
respondent’s own home.

As in previous years, the SME surveys used a Computer Assisted Telephone Interviewing
(CATI) based methodology and were also conducted by Behaviour and Attitudes. Telephone
interviewing is particularly appropriate for business respondents because calls can be easily
scheduled for times when the respondent is available, and it is also flexible enough to allow
rescheduling at short notice at the respondent’s request.

The organisations contacted for an interview for the electricity and gas business surveys were
selected at random from validated lists of businesses and public sector organisations with up
to 250 employees. The respondents of the SME electricity survey were distributed across the
Republic of Ireland, while the respondents of the SME gas survey were distributed across the
areas served by the national natural gas network. These populations of potential respondents
included the full range of business categories.

12
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The number of responses achieved with each survey, as shown in figure 1 matched the
number of responses included in previous measurements. The sample sizes were selected to
ensure that the results are statistically robust and reliable.

Figure A: Number of Respondents in the four market surveys

Residential 1,007 1,000

SME business 400 250

Research services have been provided annually to CRU by B&A and The Research Perspective
since 2011, with the exception of the 2017 measurement. Services were initially provided by
The Research Perspective and subsequently by a combined team from Behaviour and Attitudes
and The Research Perspective.

13
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As in previous years, ensuring a representative sample was a fundamental consideration. For
the residential electricity survey, strict interlocking quota controls were placed on both the
CATI telephone and online samples, calculated on age and class targets within gender. Overall,
demographic quota controls were based upon the latest Census / Central Statistics Office
population estimates. For the residential gas survey, a similar approach was used with
respondents restricted to those living within areas served by the natural gas supply network
and demographic quotas set in line with previous surveys. At the data analysis stage, the CATI
telephone and online samples were merged together, and a corrective weight was applied to
ensure the full representativity of the sample. In the case of the business surveys, the
population from which respondents were randomly drawn was checked to ensure
representation across sub-sectors and other demographic dimensions, both during the survey
and upon completion of the survey.

Post-fieldwork, the respondent sets were validated to ensure a representative sample across
other market-specific dimensions such as the use of different electricity suppliers or payment
methods. This validated respondent data set was determined to be representative at a
household/business level and representative of the distribution of market share by suppliers
in Quarter 4, 2021.

14
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Satisfaction with the service provided by suppliers

Respondents were asked to rate their overall satisfaction with the service provided by their
electricity or gas supplier. The focus of this question on respondents’ overall satisfaction is
likely to include assessment across all facets of the supplier-customer relationship, such as
price, tariff, offer etc. To see the specific breakdown of satisfaction with these aspects we
included an additional question this year, looking specifically at elements such as customer
service, supply, and cost to help identify the key areas of satisfaction/dissatisfaction. In
terms of the satisfaction metric, the impact of energy costs is reflected in reduced consumer
satisfaction rates with the customer’s supplier, which has compounded the stepped
decrease in satisfaction from previous years. This is the lowest score for satisfaction
measured since 2015. Furthermore, overall satisfaction amongst the online vulnerable
customer survey sample is at 60% for electricity and 75% for gas customers, both of which
are notable reductions from the previous year.

Figure 1: Overall satisfaction with Residential electricity (left) and gas (right) suppliers

Customer Satisfaction Electricity: 2019- 2022 Customer Satisfaction Gas: 2019- 2022
100% 100%
89%
90% B8% s 90% 82% 84%
20% 77% 80% 73%
71% .
70% 70%
60% 60%
50% 50%
40% 40%
30% 30%
20% 20%
10% 10%
0% 0%
2019 2020 2021 2022 2019 2020 2021 2022

When focusing on supplier-specific satisfaction rates, it paints a challenging picture, with all
but one supplier experiencing a decrease in satisfaction. The levels of decrease in satisfaction
by supplier range from -1% to -23%.

Among electricity suppliers, Prepay Power (58%) and SSE Airtricity (66%) returned the lowest
scores, while Energia has seen the largest decrease (-15%pts) to 68%.

Among gas suppliers, Flogas (63%) had the lowest supplier score and was also the supplier
with the largest decrease from the previous year (-23%pts).

It should be noted that the dissatisfaction felt by consumers is mostly linked to the suppliers,
with the actual network companies performing better in terms of customer satisfaction levels.
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Figure 2: Satisfaction amongst residential customers with the service provided by current
supplier of electricity and gas below:

100%
95%
90%
85%
80%
75%
70%
65%
60%
55%
50%

—=—Electric Ireland
—=—Bord Gais Energy.
SSE Airtricity
—=—Prepay Power
—=—Energia

100%
95%
90%
85%
80%
75%
70%
65%
60%

—=—Electric Ireland
—=—Bord Gais Energy
SSE Airtricity
—=—Flogas
—=—Energia

Vulnerable Online Sample n = 80

Total satisfaction

60% (85%)

2012
92%
87%
83%

2013
85%
81%
77%

2014
84%
77%
75%

2015
89%
85%
82%
83%

2016
89%
91%
89%

89%

2017
90%
90%
88%
89%
92%

2019
91%
86%
92%
70%
83%

2020
82%
75%
79%
82%
73%

Vulnerable Online Sample n = 64

2021
79%
71%
80%
69%
83%

Total satisfaction

75% (85%)

2012
95%
88%
84%
76%

2013
82%
87%
83%
84%

2014
81%
83%
7%
83%

2015
88%
88%
91%
94%
72%

2016
93%
91%
85%

100%
94%

2017
91%
87%
92%
72%
20%

2019
91%
88%
91%
95%
91%

2020
84%
82%
85%
72%
82%

2021
84%
84%
76%
86%
92%

2022
73%
74%
75%
63%
78%

When focusing on specific elements of utility services, it is clear that dissatisfaction with the
current price of energy is the driving factor in the deterioration of consumer satisfaction, with
over half the respondents indicating their dissatisfaction with the cost of energy. In contrast,
many are satisfied with their power supply and associated customer service.
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Figure 3: Residential satisfaction surrounding specific aspects of services

Electricity
Base: 1007

Number and duration of power supply outages you experience
Customer service provided by your supplier

Awareness of what to do if you have a complaint with your supplier

Availability of information to help you better understand and manage your
energy usage

Range of tariff options provided by suppliers

Availability of renewable energy options from suppliers in the market

Availability of green tariff options available from different suppliers in the
market

Overall cost of the energy you use

Gas
Base: 1000

Number and duration of power supply outages you experience
Customer service provided by your supplier

Awareness of what to do if you have a complaint with your supplier

Availability of information to help you better understand and manage your
energy usage

Availability of renewable energy options from suppliers in the market

Range of tariff options provided by suppliers

Availability of green tariff options available from different suppliers in the
market

Overall cost of the energy you use

® Very Satisfied w Satisfied
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Among businesses, overall levels of satisfaction with electricity suppliers show a continued
decline to reach 76%. With regards to the SME gas market, overall satisfaction with gas
suppliers has decreased substantially following a sharp rise in 2021, decreasing from 92% to
81% in 2022.
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Figure 4: Satisfaction amongst SME business customers with the service provided by current

suppliers of electricity (left) and gas (right).
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Looking specifically at providers within the electricity SME market, the decline in overall
satisfaction with service appears to be driven by declining satisfaction with Electric Ireland
and SSE Airtricity. Within the gas market, much like the residential research, all gas suppliers
have experienced a dis-improvement in satisfaction levels this year.
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Figure 5: Satisfaction amongst SME business customers with the service by current supplier
of gas and electricity.

100%
95%
90%
85%
80% —
75%
70%
65%
60%
2015 2016 2017 2019 2020 2021 2022
—=—Electric Ireland 79% 77% 79% 85% 85% 87% 77%
—=—Bord Gais Energy 68% 82% 83% 80% 84% 76% 80%
SSE Airtricity 63% 91% 78% 78% 78% 84% 73%
—=—Energia 68% 81% 84% 81% 81% 71% 76%
100%
95%
90%
85%
80%
75%
70%
65%
60%
2015 2016 2017 2019 2020 2021 2022
|-=Electric Ireland 76% 90% 89% 81% 87% 92% 85%
\—=—Bord Gais Energy* 69% 84% 84% 84% 86% 89% 79%
|——SSE Airtricity* 80% 89% 74% 81% 78% 90% 79%
|-=-Energia* 87% 91% 75% 86% 78% 87% 78%
|-=-FloGas* 75% 86% 95% 89% 87% 100% 86%

* caution small base
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Notwithstanding the increase in energy costs and the decrease in satisfaction levels (with
price dissatisfaction driving this), the level of arrears has remained relatively stable at 3% of
electricity and 6% of gas customers. It should be noted, however, that there is a substantial
number of respondents who note difficulties in paying their bills due to the increased energy
costs, with 35% of electricity and 44% of gas customers noting some difficulty. This issue is
especially true for vulnerable customers, with 62% of electricity and 58% of gas customers
noting some difficulty in paying their energy bills.

Figure 6: Incidence of arrears among residential electricity and gas below:

Vulnerable Online Sample n = 69

Not in arrears 91%

Customers in Arrears - Electricity

oF

Yes
= No

¥ Don’t know

93%

65% (38% Vulnerable) claim that recent increase in their electricity bills are manageable for their household

Added 2022

Vulnerable Online Sample n = 54
Not in arrears 87%
Customers in Arrears - Gas

%

Yes
= No

® Don’t know

56% (42% Vulnerable) claim that recent increase in their electricity bills are manageable for their household
Added 2022

It is noteworthy that the level of disconnections reported has remained relatively stable. It
should also be noted here that it appears prepayment customers are disproportionately
impacted by disconnection with 12% electricity and 7% gas prepayment customers
indicating they experienced disconnection in the last 12 months. Although it is outlined to
respondents that claims of disconnection are not to be based on supply issues, consumers
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are likely to view this more subjectively, possibly considering disconnections generally
regardless of definition'. In addition, a sample margin of error will come into play.

Figure 6a: Incidence of Disconnection among electricity and gas customers below:

Electricity
Base: All adults 1,007

Don’t know/
refused (94%)
94 1 &

Arrange myself 5
Bill automatic 7 92 1
On level pay 10 87 3
Prepayment 13 83 =
Direct deductions - 100

Gas

Base: All adults 1,000

Don’t know/

=

Arrange myself 4 94

Bill automatic 3 9
On level pay 7 93
Prepayment 7 90

Direct deductions 37 58

[ BTV =

refused

{ 94%

= Yes

= No

= Don't

know/refused

= Yes

u No

m Don't
know/re
fused

Vulnerable Online Sample n = 80
Disconnected 6%

% disconnected

2017 2019 2020 2021 2022

Vulnerable Online Sample n= 64
Disconnected 6%

% disconnected

2017 2019 2020 2021 2022

It is interesting to note that there has been a significant shift in terms of awareness of
payment plans, with electricity customers’ awareness increasing from 49% in 2021 to 62%
this year. Increases among gas customers are less pronounced but still notable with a 6%pt
increase since 2021. This arrangement may become much more relevant particularly during
the winter months, as energy consumption patterns change.

1 For reference, the question was phrased in the following way: “Over the last 12 months, has your electricity supply
been temporarily disconnected for any reason? (Apart from disconnection related to maintenance or power

outages)”
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Figure 7: Knowledge of payment plan arrangements
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Much like in 2021, the vast majority of electricity and gas customers open their bill and read
at least some part of it, primarily focusing on the total bill amount. However, there has been
a slight reduction in the number of electricity customers doing this, while the rate of those

opening and reading every bill has remained the same as in 2021 (46% of electricity and 42%

of gas customers). Given the current cost of energy and the continuing rise in prices, it is
somewhat surprising that this has not increased any further.

Figure 8: Typical Bill Behaviour in electricity and gas customers below:

Items Looked at on Bill (all who open bill n = 435)

Yes, I open /access 2022
every bill and read it
in detail Amount due on bill 80%
Whether my meter reading is an actual or an estimate 41%
m Yes, [ open /access
every bill, but only Price of Electricity 41%
look at the total Meter reading 40%
amount due
u Yes, sometimes I Bill payment date 35%
open /access my bill Usage in the last period 33%
Arrears 8%
= Never Information on bodies that can help in emergencies or in 6%

Any Yes = 86% relation to disputes
(2021 = 91%)

*Note answer codes changed 2019
*= change in base size due to rotation of questionnaire sections

Items Looked at on Bill {(all who open bill n = 448)

Yes, I open /access 2022
every bill and read it
in detail Amount due on bill 80%
Meter reading 40%
= Yes, I open /access -
every bill, but only Usage in the last period 40%
look at the total Whether my meter reading is an actual or an estimate 39%
amount due
mYes, sometimes [ Bill payment date 39%
open /access my bill Price of Gas 28%
Arrears 7%
= Never

Information on bodies that can help in Electricity emergencies or in 49
Any Yes = 88% relation to disputes °
(2021 = 86%)

*Note answer codes changed 2019
“* change in base size due to rototion of questionnaire sections

Bill understanding has reduced for both electricity and gas customers, particularly in

understanding how their bill is calculated, and how much energy they have used.
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Figure 9: Rating the bill amongst electricity and gas customers below:

Much like in 2021, the vast majority of electricity and gas customers open their bill and read
at least how much they are charged for their usage.

Electricity Total
Base: All electricity customers (Sample A) — 508 2021

Disagree Agree Agree
| know how to check if my bill is an estimate or based

on an actual reading - nia

My bill/statement helps me understand how much | am m_ ‘ 83%
charged for the Electricity | use
My bill/statement helps me understand how much " _ 75%
electricity | have used
| understand how the total amount on my » 74%
lstatement s clcated ol e
nia
| would prefer more detail on my bill 47% _

0,

| would prefer to receive bills/statements more n
wecuery | 5% ;

“* change in base size dueto rotation of questionnaire sections

Gas

Base: All gas customers (Sample A) — 509**

Total 2021

Disagree Agree Agree

1 know how to check if my bill is an estimate or based on an _ n/a
actual reading 16%
My bill/statement helps me understand how much | am _ ‘ 80%

charged for the Gas | use

My bill/statement helps me understand how much Gas | _ 8 78%

have used
69%
I understand how the total amount on my bill/statement is _
calculated

n/a
| would prefer more detail on my bill _
n/a
| would prefer to receive bills/statements more frequently _

** change in base size due to rotation of questionnaire sections
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11. Clarity of bill estimated or actual status

Consumers were asked if they could easily identify if a bill was based on estimated or an actual
reading. In both the electricity and gas markets, the incidence of customers who can easily
identify if their bill is an actual reading or an estimate remained steady with the high levels
reported in 2020 and 2021. 79% can identify if a particular bill is based on an estimate or an
actual reading. Electric Ireland customers appear to be marginally more knowledgeable in
terms of actual versus estimated bills, particularly gas customers, compared with customers
of other suppliers.

Figure 10a: Incidence of easily identifying when a bill is estimated or actual reading among
electricity and gas customers below:

Electricity

Base: All electricity customers—508**

Identified Estimate vs Actual meter readings

2019 2020 2021 2022

Electric Ireland 83%
Yes ‘
Bord Gais Energy 80%
SSE Airtricity 76%
Energia 81%
No
Don’t know
** change in base si; f tion

Gas

Base: All electricity customers—509**

Identified Estimate vs Actual meter readings

2019 2020 2021 2022

Electric Ireland 88%
Yes

Bord Gais Energy 78%

SSE Airtricity 82%

Energia 75%

~°
When it comes to submitting their own meter reading, over half of electricity and gas

Don’t know
customers indicate they have submitted their own meter reading in the past 12 months,
remaining steady on 2021 levels. The incidence is higher for Energia and SSE Airtricity
customers across both electricity and gas.

** change in base size due to ratation of questionnaire sections
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Figure 10b: Incidence of submitting own

below:

Electricity
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Bord Gais Energy
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Businesses were also asked a series of questions relating to the impact of energy costs on their
business and competitive environment. The incidence of SMEs who find the cost of energy a
significant challenge for their business has increased substantially in relation to both
electricity (66%) and gas (62%). This is to be expected given the addition of the energy crisis

to the other challenges faced by businesses currently.

Figure 11: Bill impact among electricity SMEs and all gas SMEs below

AGREE

The cost of electricity is a significant challenge for my business

The cost of electricity puts my business at a competitive
disadvantage to businesses based in other EU countries

AGREE

The cost of gas is a significant challenge for my business

The cost of gas puts my business at a competitive
disadvantage to businesses based in other EU countries

2015 2016 2017 2019 2020 2021 2022
% % % % % % %

s0 45 47 44 46 | 51 (66)
\g3)

37 27 27 | 20 | 29 | 29 34

2015 2016 2017 2019 2020 2021 2022

% % % % % % %

a6 46 34 49 49 47 (62)

28 26 21124 | 29 | 33 | 33

Overall, bill understanding remains high, though there has been some slippage in both
electricity and gas SMEs. However, slippage has been gradual amongst electricity SMEs. Across
both electricity and gas, understanding which tariff the customer is on and the ability to
identify all the components of the tariff are the metrics which were scored lowest by the SMEs.
Gas customers appear to have a better understanding overall.
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Figure 12: Bill understanding and impact on electricity and gas SMEs below
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13. Understanding and comparing offers

Consumer ability to understand market offers is an important dynamic in a competitive
market. Consumers were asked about the ease of comparing offers. A total of 57% of
electricity and gas customers claimed that they find it difficult to compare offers, representing
an increase of 6%pts for electricity and 11%pts for gas customers compared with 2021.
Energia customers scored highest for ease of comparison while Electric Ireland and Energia
customers scored highest amongst the gas suppliers. To understand the channels used for
comparison, the survey investigated the usage of price comparison websites to compare
offers, and the results showed that 45% of electricity and 53% of gas customers claimed to
have used a price comparison website to compare electricity offers in 2022 — this has
continued to rise post-Covid.

Figure 13: Ability to compare and understand offers from electricity and gas suppliers in
electricity and gas customers below

Electricity
Assessment of difficulty with comparing offers
(Base: All electricity customers n=1007)

2019 2020 2021 2022
_ % ever used a price
comparison website to
Easy Bord Gais Energy 43% check energy prices
ElectricIreland ~ 43% (Base: all respondents
Energia 53% 1007)
SSE Airtricity 39% 2015 9%
Prepay Power 39% 2016 11%
2017 14%
Difficult 2019 23%
Vulnerable Online 2020 34%
Samplen =80 2021 41%
Yes 36% 2022 45%
Gas

Assessment of difficulty with comparing offers
(Base: All gas customers n=1000)

2019 2020 2021 2022
| Wbysuppliers | everuseda price
Bord Gais Energy 39% el L webs;lteto
Easy e w— o check energy prices
Electric Irelan (Base: all respondents
Energia 53% 480*%)
SSE Airtricity 40% 2015 16%
Prepay Power 32% 2016 18%
2017 17%
Difficult 2013 =
Vulnerable Online 2020 42%
Sample n =64
2021 45%
Yes 53% 2022 53%

Within the SME market, understanding of offers in the market has decreased significantly for
both electricity and gas customers, with electricity dropping from 56% to 42% in 2022 and gas
decreasing from 62% to 45%. Both the lack of understanding and ease of comparing offers is
of concern as it is likely to impact the propensity of this customer group to switch suppliers in
search of a more competitive offer.
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Figure 14: SMEs' ability to compare and understand offers from electricity and gas suppliers
electricity and gas below:

Ease of comparing electricity suppliers offers Ease of comparing gas suppliers’ offers

63%  62%
56% 56%

2019 2020 2021 2022 2019 2020 2021 2022

Ease of comparing offers has reduced significantly - -14%pts for electricity and -17%pts for gas.

* Question wording change 2019
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Levels of switching, the ease of doing so and the associated outcomes of switching energy
providers are a key focus of this research. This research follows the same structure as previous
studies across the four markets. The research includes an assessment of the level of switching,
the experience of switching and reasons for the decision to switch, or not to switch. The
research also includes an assessment of the sales process and sales techniques used by
electricity and gas suppliers in the residential market, as well as the method used to switch.

Residential and SME electricity and gas markets

Amongst electricity customers, as measured in previous surveys, typical behaviour is to
automatically continue with their supplier when the initial 12-month contract has expired.
However, there has been a notable decrease in gas customers automatically staying with their
supplier, dropping to 29% in 2022 (38% in 2021) likely because of the more severe energy
price increases for gas. Gas customers are now equally likely to consider alternatives from
either their existing provider or a new provider, as they are to automatically stay on their
current plan.

Figure 15: How consumers typically react when initial 12-month contract expires amongst
electricity and gas consumers below.

Total
I,  53%
Automatically continue with my supplier irrespective of what 44%
price | am charged A 21%
41%
I 13%
Look around to see if there are better offers available from 31%
other suppliers then switch supplier . 26% = 2019
o
28% 2020
I 21%
Look at any options/offers my supplier sends and select the 17% " 2021
best option for me I 21% 2022
19%
I 5o
N . . 8%
Contact the supplier directly to renew/negotiate the price e 11%
11%
Total
I 55%
Automatically continue with my supplier irrespective of what 38%
price | am charged I 38%
29%
I 13%
Look around to see if there are better offers available from other 31%
suppliers then switch supplier . 25% u 2019
29%
2020
I 21%
Look at any options/offers my supplier sends and select the best 20% = 2021
option for me S 14% 2022
28%
N 6%
Contact the supplier directly to renew/negotiate the price _11% 23%
o
14%
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Among electricity and gas SMEs the typical behaviour has remained the same as in 2021 —
looking around and considering alternative offers from other suppliers. However, there has
been a decrease in the number of electricity (47%) and gas (49%) customers who follow this
pattern. This has been paired with an increase in the rate of electricity customers
automatically continuing with their supplier (+5%pts). This is not seen in the response of gas
customers, where the proportion of customers automatically continuing with their supplier

has decreased and is now at 17%.

Figure 16: How SMEs typically react when initial 12-month contract expires

Reaction once contract ends

2016 2017 2019 2020 2021 2022
% % % % % %
Look arc.»und to se_e if there are better offers available from other suppliers BrT 519% o 50% 529% 47%
then switch supplier
AumlmaticaHy continue with the supplier irrespective of what tariff is 28% 26% 23% 18% 17% 23%
applied
Look at ti ffe isti li ds and select the best
ook at any op AIOHS;‘O ers my existing supplier sends and select the bes 12% 5% 4% 0% % o,
one for the business
Contact the supplier directly to renew/negotiate the tariff/package you 119% 10% 8% 5% 5% 8%
are on
Automatically continue with the supplier knowing the default tariff will be 49 . 7 e 17 A
charged
*Question code change 2019
Reaction once contract ends
2016 2017 2019 2020 2021 2022
% % % % % %
i fi ilabl i
Look arl?und to se.e if there are better offers available from other suppliers 529 559 60% 56% 550 29%
then switch supplier
Automatically continue with the supplier irrespective of what tariff is 12% 20% 14% 20% 21% 17%
applied
Look at any cpt_lons,"offers my existing supplier sends and select the best 14% 11% 13% 5% 4% 17%
one for the business
E:ntact the supplier directly to renew/negotiate the tariff/package you are 129 9% 2% 1% 3% 10%
. . . . 4 will
Automatically continue with the supplier knowing the default tariff will be 2% 19% 2% 7% 10% 3%

charged

*Question code change 2019

When it comes to switching energy suppliers, 55% of electricity and 60% of gas consumers
have switched suppliers at least once in the past. Among those who have switched, there has
been an increase in the rate of switching within the last 12 months, with electricity switching
rates standing at 23% and gas rates at 27%. The rate of vulnerable customer switching in the
last 12 months is roughly in line with the general respondent group, indicating no clear issues
in regard to switching specifically for vulnerable customers.
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Figure 17: Switching past - 12 months in electricity and gas customers

EIECtriCitV Vulnerable online sample n =49
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Within the SME market, 74% of electricity SMEs and 62% of gas SMEs have switched energy
providers at least once in the past. This is a notable increase from last year and has returned
to pre-pandemic levels. However, the incidence of those SMEs who have switched electricity
suppliers within the last 12 months has decreased compared with the levels measured in
2021, with a decline of 2% pts for electricity customers. In contrast, the level of gas SMEs who
have switched in the past 12 months has increased by 4%pts, resulting in both electricity and
gas customers having 1 in 5 switching in the last 12 months.
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Figure 18: Switching past 12 months amongst electricity and gas SMEs

‘19 20 21 ‘22
Ever switched 72% 67% 68% 74%
Never switched 28% 33% 32% 26%

Have you switched electricity suppliers in the last 12 months?

Yes
30%
22% 23% 25% 22% 20%
. 3 -
2015 2016 2017 2019 2020 2021 2022
19 ‘20 ‘21 22
Ever switched 66% 52% 51% 62%
Never switched 34% 48% 49% 38%
Have you switched gas suppliers in the last 12 months?
Yes
26%
23% N 22% 20%
17% 14% 16%
2015 2016 2017 2019 2020 2021 2022
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Respondents were asked to give their reasons for switching electricity and gas suppliers to
understand the factors influencing switching in the market. Motivation to save money was
the main reason given by both electricity and gas customers. However, this has decreased
substantially since 2021, with the emergence of more specific reasons, such as a price rise
announcement from their previous supplier, or a larger than expected bill being received.

Figure 19: Reasons for switching in last 12 months amongst electricity and gas customer
switchers

Total
. I 83%
| want to save money on my bill 52%
; N - N 3%
My previous supplier had recently announced a price rise 12%
| received a larger than expected bill 0% 8%
N ; y 0%
The new supplier offered a discount for a guaranteed period 2% 2021
i . I 2%
| expected the customer service from the new supplier would be better 1% 2022
| was unhappy with the service | have received from my former supplier 1 1292?
| want a supplier that would supply generated in a more environmentally friendly way I 12926
| did not find the bill understandable Uf%
| wanted to receive my bill more often 019;. All others 1% of lets not shown
Total
i 79%
| want to save money on my Gas bill 53%
My previous supplier had recently announced a price rise i 2% 16%

| received a larger than expected bill 0% 7%
The new supplier offered a discount for a guaranteed period 3%
The new supplier offered to fix my tariff for a specified period 036%
| was unhappy with the service | have received from my former supplier -192% = 2021
I did not find the bill understandable 019;2 2022
I moved to a new home and my new supplier had been used by the previous resident (or... 019&

To avail of a combined offer for electricity and natural gas .1;’%

| expected the customer service from the new supplier would be better Imzé%

Among SMEs, the requirement to reduce the cost of energy bills is the main reason given by
both electricity and gas customers for switching within the last 12 months, though recent price
rise announcements from their existing suppliers also play a key role in decision-making.
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Figure 20: Reasons for switching in last 12 months amongst electricity and gas SME switchers

To achieve a reduction in the total cost of electricity

The previous supplier had recently announced a price rise

My business’ bill increased in size because my previous supplier had increased prices
The new supplier offered a more flexible tariff structure

| preferred the billing options from my new supplier

| was unhappy with the service | have received from my former supplier

The new supplier offered greater assistance on energy reduction initiatives

The new supplier offered a discount for a guaranteed period

A previous supplier contacted me with a better offer if the business switched back
The new supplier offered to fix my tariff for a specified period.

| saw an ad that said my business could save money by switching supplier

To get more information on electricity usage

To achieve a reduction in the total cost of gas

The previous supplier had recently announced a price rise

My business’ bill increased in size because my previous supplier had increased prices
| preferred the billing options from my new supplier

To get more information on gas usage

| was unhappy with the service | have received from my former supplier

To be greener

The new supplier offered a more flexible tariff structure

The new supplier offered to fix my tariff for a specified period.

The new supplier offered a discount for a guaranteed period

The new supplier offered greater assistance on energy reduction initiatives

To avail of a combined offer for electricity & gas

Agree
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I 1% *Caution: small base size
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Residential electricity and gas consumers who had not switched in the previous 12 months
were asked why they had not switched their energy supplier. The most cited reasons for not
switching included not having a reason to switch and the perceived complex nature of
switching. 1in 10 note that they believe they will not save enough money to warrant a switch.

Figure 21: Reasons for not switching in last 12 months among electricity and gas customers

| have no reason to switch.

Complexity / lack of clarity / hassle

| like the service that | receive from my current supplier.

I will not save sufficient money to make it worth my while to switch

| do not believe that the prices will be a low as the alternative supplier claims
| prefer to remain with an Electricity supplier that | trust.

Switching would take too much time and be too complicated for me.
| may have to pay a deposit if | switch

| intend to switch but | have not got around to it

ANY Status Quo

ANY Complexity / lack of clarity / hassle:

ANY Cost

ANY Previous Experience

ANY Trust

| have no reason to switch.

Complexity / lack of clarity / hassle:

1 will not save sufficient money to make it worth my while to switch

| like the service that | receive from my current supplier.

| intend to switch but | have not got around to it

| may have to pay a deposit if | switch

I do not believe that the prices will be a low as the alternative supplier claims
| was afraid | would be charged a penalty by my current supplier for leaving.
Switching would take too much time and be too complicated for me.

| am concerned that they may not stay in the electricity market for a long time.
Any Status Quo

Any Complexity / lack of clarity / hassle

Any Cost

Any Trust

Any Previous Experience

Total
[
P53
I 17%

I o

I %

I %

M 3%

W 2%

W 2%
I S 1%
&
I 1%

11%

1%

1% or less not shown

Total
I 1%
I 22%
I 10%

I 5%

I s

I 5o

. 4%

Bl 3%

M 2%

M 2%
I 40%
I 1%
I 2%

I 3%

1%

1% or less not shown

Among SME non-switchers, ‘satisfaction with current provider’ was the main reason given for
not switching, among both electricity and gas SMEs. The level of effort to switch plays a much
more key role for electricity customers compared to gas customers.
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Figure 22: Reasons for not switching in last 12 months among electricity and gas SMEs
below:

Total

We are satisfied with the service that we receive from our current supplier _ 31%
Too much hassle / no time _ 18%
We are not able to switch because of the contract with our current supplier _ 16%
Other priorities have meant that this has not been considered _ 11%
On the best deal _ 7%

We do not believe that the prices will be a low as the alternative suppliers claim - 4%

Other bills are a priority - 4%
Difficult to switch - 4%

We do not believe that the prices will stay as low as the alternative suppliers claim - 3%
We do not believe that the level of discount is sufficient to justify switching - 2%

The prices of the offers are not clear - 2%

Other - 2% 1% of less not shown

Total

We are satisfied with the service that we receive from our current supplier _ 38%
We get the best deal with our current supplier _ 25%
We are not able to switch because of the contract with our current supplier _ 16%
Other priorities have meant that this has not been considered _ 14%
Too much hassle - 5%

We are concerned about whether the alternative supplier will be as . 25
responsive if there is an gas outage ‘

Other bills are a priority . 2%

Don't know/Not Sure - 4%

Other (please specify) . 3%

1% of less not shown
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There has been a significant reduction in the number of customers who indicate they rely on
websites to switch, with increased contact through phone and home visits. This appears to be
signaling an end to the online boom which emerged during covid, in addition to the drive to
save more money, with a perceived notion that in-person contact often results in a better

deal.

It should be noted that this does not mean that online comparison tools are redundant, but
rather they play a more supportive role in the switch, with indications that a multi-pronged

approach to switching is being utilised by many.

Figure 23: Contact method used to switch by electricity and gas customer switchers below:

Home Visit

Method used to switch

Any phone

Supplier website

Price comparison

website

= 2016

56%

28%

6%

7%

= 2017

56%

23%

14%

5%

2019

44%

27%

13%

14%

= 2020

15%

26%

29%

37%

2021

15%

31%

33%

33%

2022

= 2016
w2017

2019
= 2020
= 2021
2022

28%

II In @ el w

Supplier website

Home Visit
61%
59%
55%
27%
18%
27%

37%

21%

Method used to switch

Any phone

18%
22%
19%
20%
24%
35%

9%
11%
10%
21%
30%
19%

20%

Price comparison website

11%
8%
12%
31%
34%
23%

With regards to the actual process of switching energy providers, there has been a reduction
of over 10%pts in the percentage of those perceiving that the process is easy, with 80% of
electricity and 81% of gas customers claiming the process was easy in contrast to 94% and

92% respectively in 2021. This still remains high, however, regardless of the reduction.
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Figure 24: Experience of switching process by electricity and gas customer switchers below:

Vulnerable online sample: 67% of
last 12-month switchers claimed it
was easy to switch

Overall ease of switching

96%

94%

87%
84%

81% 80%

2016 2017 w2019 2020 w2021 m 2022

Vulnerable online sample:
71% of last 12-month switchers
claimed easy to switch

Overall ease of switching

92%
85%
82% 81%

2016 2017 = 2019 2020 = 2021 W 2022

92%

91%

The act of switching is perceived to have positive outcomes in this time of rising energy costs,
with 2 in 3 electricity and 3 in 5 gas customers noting that their bills reduced as much as they
expected them to. It should be noted that compared to previous years, there has been a
marked decrease in agreement here, with a -11%pt decrease since 2020 among electricity
customers (78% in 2020), and a -19%pts decrease among gas customers (81% in 2020).
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Figure 25: Residential bill reducing as expected following the switch among electricity and
gas switchers below:

Electricity

Base: All respondents ever switched 572

Total

= Agree
= Disagree

= Don't know

Gas
Base: All respondents ever switched 588

Total

= Agree
u Disagree

» Don't know

Switching seems to have been less effective for SMEs with a sharp reduction in those stating
their bill reduced as much as was expected.
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Figure 26: SME bill reducing as expected following the switch among electricity and gas
switchers below:

My business’ bill was reduced by the amount | expected

79%
66% 68%
I ]

2016 2017 2019 2020 2021 2022

74%

Any Agree

My business’ bill was reduced by the amount | expected

87%
76
% 74%
67%
I I 51%
2016 2017 2019 2020 2021 2022

Any Agree
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Awareness of the CRU has remained relatively stable amongst electricity and gas customers
since 2019, though there has been a slight reduction in awareness surrounding its role in
consumer protection. Awareness is lower amongst the vulnerable electricity customers, while
vulnerable gas customers’ awareness is in line with the general gas customer cohort. The
proportion of customers who are aware that the CRU regulates Irish Water has increased over
the last 12 months reaching 10% and 12% respectively for electricity and gas customers.

Figure 27: Awareness of CRU and its role in consumer protection and Irish Water by

electricity and gas customers below:

SSE Airtricity 28%
Energia 27%
Bord Gais Energy 29%
Prepay Power 16%
Electric Ireland  28%

29% 29%
° 25% . 27% 24%
18% 19%
14%
% Aware % Aware of CRUs
of CRU role in consumer protection

SSE Airtricity 29%
Energia 33%
Bord Gais Energy 33%
ElectricIreland  34%
Prepay Power 19%

t

32% gy 32%

I 22%  22% 209 19%

% Aware % Aware of CRUs
of CRU role in consumer protection

29%

Vulnerable online sample n =80

15% aware of CRU

2019
2020
w2021
2022

10% 9% 10%

7%

% Aware CRU
regulates Irish Water

Vulnerable online ample n =64
319% aware of CRU

2019
2020
m2021
2022

12%
s 7% 7%

% Aware CRU
regulates Irish Water

SME respondents were also asked about their awareness of the CRU and its role in
consumer protection. The proportion of electricity SMEs who are aware of CRU has
remained relatively stable with 2021 levels. There is a significant decline in the proportion of
SMEs who are aware of the CRU’s role in consumer protection with a -11%pt decline among
electricity customers and a -16%pt decline among gas customers.
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Figure 28: Awareness of CRU and its role in consumer protection and Irish Water by

electricity and gas SMEs below:

Electricity
Base: All electricity SMEs - 400

Aware

45% 45% 44%

39%
32%
16%
% Aware of CRU % Aware of CRU's Role in Customer
Protection
Gas
Base: All Gas SMEs - 250
Aware
so% 5% . s0%
44% 42%
26%
% Aware of CRU % Aware of CRU's Role in Consumer
Protection

% Aware of CRU's role in regulating Irish

Water*

% Aware of CRU's role in regulating Irish
Water*

37%

50%

2019
w2020
m 2021

2022

w2019
w2020
m 2021

2022

*Question added 2022
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19. Experience of Irish Water

Residential customers were also asked about their level of contact with Irish Water. Just
over 1in 10 customers have been in contact with Irish Water, with almost 3 in 5 electricity
customers noting dissatisfaction with how the issue raised by the customer was handled by
Irish Water. Gas customers are more positive but still a substantial number noting
dissatisfaction (over 2 in 5).

Figure 29: Residential experience of Irish Water regarding an issue among electricity and
gas customers below:

Electricity
Base: All respondents 1007

Total Level of Satisfaction
Base: 129

Very Satisfied

Satisfied

Neither Satisfied nor Dissatisfied 14%

Dissatisfied

Very Dissatisfied

Don't Know

Gas

Base: All gas customers — 1000

Level of Satisfaction

Total Base: 149

Very Satisfied

Satisfied

%
22%
21%
Dissatisfied

Very Dissatisfied

Don’t Know

Neither Satisfied nor Dissatisfied

Electricity SMEs were also asked about their experience with Irish Water. One-quarter of
SMEs have had contact with Irish Water which represents a much higher incidence than
among residential customers. Of those who have had contact with Irish Water, almost 2 in 3
noted their dissatisfaction.
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Figure 30: SME experience of Irish Water regarding an issue among electricity customers

Electricity

Base: All respondents 400 . .
Level of Satisfaction

Total Base: 111

Very Satisfied

Iag

Satisfied 8%

Neither Satisfied nor Dissatisfied 16%

Dissatisfied
43

Very Dissatisfied
Don't Know

Q.8a Have you had to contact lrish Water in the past 12 months regarding an issue?
Q.8b Please rate your level of satisfaction with how Irish water dealt with your issue, using a scale of 1 to 5 where 1 is Very Dissatisfied and 5 is Very
Satisfied?

46



BiA

The CRU’s remit includes statutory responsibility to ensure the protection of vulnerable
customers, i.e. those who are vulnerable? and require an enhanced service from their
electricity or gas supplier.

Vulnerable customers must register with their electricity and gas supplier, where relevant, to
avail of the enhanced service and supply guarantees that are available to them. For instance,
registration means that customers who are vulnerable to supply interruption have additional
safeguards against disconnection. For customers who have special communication
requirements, suppliers and network operators must develop appropriate methods of
communication.

The incidence of consumers who are aware that it is possible to register with the supplier if
dependent on electrically powered medical equipment (priority status) remains steady with
2020 and 2021 levels at 30%. Awareness is higher amongst the vulnerable sample with over
half indicating awareness of the Special Services Register. Awareness of the Special Services
register has rebounded slightly among the electricity customers, while awareness amongst
gas consumers has increased to 34% (+4%pts) for the same period. Awareness is higher among
the vulnerable sample once again.

Figure 31: Vulnerable consumers- Awareness of registration categories in electricity and gas
customers below:

Vulnerable online sample awarenessn = 80

Priority services 52% (53%)
Special services 30% (31%)
Awareness of Priority Services & Special Services Register
39%
31%  31% 0% a9y 30%
24%
25% 28% 28%
: 22% 22% 21%

19%

Special Services Register

Awareness of Priority Register

2015 2016 m2017 2019 ®2020 wm2021 2022 2015 2016 = 2017 2019 m®2020 w2021 2022

2 A vulnerable customer is defined in legislation as a household customer who is: a. critically
dependent on electrically powered equipment, which shall include but is not limited to life
protecting devices, assistive technologies to support independent living and medical
equipment (Priority Services Register), or b. particularly vulnerable to disconnection during
winter months for reasons of advanced age or physical, sensory, intellectual or mental
health (Special Services Register).
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Vulnerable online sample awarenessn = 64

Special services 48% (46%)

Awareness of Special Services Register

34%
28% 30%
24% 23% 229% 23%
Special Services Register
2016 = 2017 2019 = 2020 2021 2022

While 30% of electricity customers are aware of the Priority Services Register, 5% of electricity
respondents claimed that someone in their household is eligible for registration as a priority
customer. Of these, 51% are actually registered. The most common reason cited for not
registering was that they were not aware that it was possible to register (small base). A higher
proportion of the vulnerable sample claim to be eligible to register for the Priority Services
register, however, fewer are actually registered (note all vulnerable samples have a disability

by definition).
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Figure 32: Priority consumers- Level of eligibility and registration (electricity only) in
customers

Vulnerable online sample

Any household 10% (12%)
member eligible 38% registered (13%)

5% 5% 51%

4% 4%

(48%)
of those eligible
are Registered

3%
2%

. -

Any household member eligible for registration

2015 2016 = 2017 2019 W 2020 W 2021 2022 ()=2021
*Electricity only

Vulnerable online sample
Didn’t know it was possible to register 80%

Didn't know how to register 20%

Total

%
Did not know that it was possible to register _'.’1 87
I 1/

Did not know how to register 34

Do not think that we need to register as can manage without | 2

electricity occasionally 4 W 2021
2022
Would be concerned about giving that sort of confidential ] 2
information to my electricity supplier 0
Don't know e
0
()=2021
Other 7 *Electricity only

**Caution small base

The proportion of electricity and gas customers who claimed that they are personally eligible
for the special services register has remained broadly steady with 2020 levels. However, there
has been a significant increase in the rate of those eligible electricity customers who are
registered; this has reached 17% (8% in 2021). Gas customer registration has remained stable,
however.

As in previous measurements, the most common reason for not registering was not knowing
it was possible to register. 28% of the vulnerable electricity sample and 48% of the vulnerable
gas sample claim to be eligible for the Special Services register. This is a major increase from
2021. This increase can also be seen in relation to those claiming to be registered, with 18%
electricity and 23% gas customers now registered.
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Figure 33: Special services: Level of registration in electricity and gas customers below:

Vulnerable online sample n = 80

28% (21%)
(18% (7%) registered)

Respondents eligible for registration 17% Personally eligible

(8% in 2021)

16% 14% 17%
9% of those eligible are
- . - Registered

2019 2020 2021 2022

Rationale for not registering n = 123

Did not know that it was possible to register _73% 75% 67%
Did not know how to register _ 24% 22% 22%

Do not think that | need to register as | can manage without Electricity occasionally - 12% 11% 17%
Would be concerned about giving confidential information to my Electricity supplier . 5% 5% 5%
Other (specify) [l 3% 3% 5%

Don't know . 6% 4% 5%

Vulnerable online sample n = 64

48% (19%)
(23% (11%) registered)

Respondents eligible for registration 18% Personally eligible

26%
21% 22% (20% in 2021)

9% of those eligible are
[ ] Registered

2019 2020 2021 2022
Rationale for not registering n = 179 --
Did not know that it was possible to register _ 70% 73% 50%

Do not think that | need to register as | can manage without... - 12% 11% 33%
Did not know how to register _ 27% 17% 17%

Would be concerned about giving confidential information to... l 4% 9% 4%
Other 0% 5% 4%

Don't know . 6% 4% 0%
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The consumer surveys within the electricity and gas markets identified that 1 in 10 electricity
and 1in 7 gas customers use prepayment meters. Those on prepayment highlight the benefits
including that this method of payment makes it easier to avoid unexpectedly large bills, avoids
any estimated bills and makes it easier to manage money spent on energy.

Figure 34: Rating of perceived benefits among consumers on prepayment in electricity and
gas customers?

Prepayment... Benefit
84%
Makes it easier to manage the money spent on electricity _37% 93%
87%
82%°
Makes me more aware of the cost of electricity 92%
83%
81%
Means that | would not get estimated bills any more I 85596% 2019
85%
2020
*Means | don’t get unexpectedly large bills m2021
o1% 2022
*Means that | do not have to worry about being cut off if | don't
keep up to date with the bill 84%
b
*New statements added 2022
Prepayment... Benefit
Prepayment makes it easier for me to manage the money | spend on — 91% 96%
___________________________|
gas S 01%
85%
Prepayment makes me more aware of the cost of gas e —— 550, 92%
90%
90% 2019
Prepayment means that | do not get estimated bills any M ore YT 90 94%
90
2020
*Means | don’t get unexpectedly large bills 2021
91%
2022

*Means that | do not have to worry about being cut off if | don't

keep up to date with the bill 84%

Among prepayment customers, 5% of electricity customers have experienced a disconnection
lasting more than 24 hours, while 17% of gas customers indicate they have experienced this.
This is potentially likely due to the seasonal nature of gas heating or to self-disconnection
practices focused on cost saving.

3 For clarity, the question was phrased as follows: “For each of these potential benefits of having a prepayment
meter, please advise if you agree or disagree based on your own experience of using prepayment meters?”
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Figure 35: Incidence of disconnections lasting 24 hours or longer among electricity and gas
customers*

Electricity
Base: All on prepayment and was disconnected — 86**

More than 24 hours

| was unable to get to the shops to top up 40

| was short of money to pay for credit -

Other 60
= Yes
uNo
No of times in last 12 months
@I\, Mean 1.6
** Caution very small base size
Gas
Base: All on prepayment and was disconnected — 104**
More than 24 hours
| was unable to get to the shops to top up 27
| was short of money to pay for credit 73
=Yes
= No No of times in last 12
months
Mean 2.9

** Caution very small base size

Respondents on prepayment were also asked about whether they had ever availed of the
emergency credit. Please note that in previous years, this question was asked specifically in
relation to Covid-19. This year, this reference was removed. This may help to explain the
increase in those claiming to have availed, though the increase in energy costs may have
impacted here as well.

4 For clarity, the question was phrased as follows: “Has your prepayment meter ever been disconnected for more
than 24 hours?”
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Figure 36: Prepayment — Incidence of availing of emergency credit on PPM in electricity and
gas customers below:

Electricity
Base: All with Prepayment - 86

Availed of Emergency Credit on prepayment meter

2020 2021 2022%*

37%

49%
67%

51%

Availed of Emergency Credit on prepayment meter

Gas
Base: All on prepayment — 104

2020 2021 2022%*

* -
(13
No 75%

*Question added 2020
** Wording change in 2022 —no longer referring to Covid
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22. Smart Metering and Renewable Energy

Residential and SME respondents were asked their opinion on smart metering to establish
levels of awareness and interest. The following information was read out to all electricity and
gas consumers and SME respondents before being asked a series of questions:

“Smart Meters are the next generation of electricity meters to replace older meters. They are
being rolled out now and will continue to be rolled out over the coming years.

Smart meters can give you / your business ongoing and detailed information on its energy
usage and removes the need for estimated bills. “

The proportion of electricity customers who were aware of Smart Meters before the interview
has increased significantly across both electricity (+12%pts) and gas (+12%pts) customers
compared with 2021. Awareness is higher among SSE Airtricity electricity customers and is

also higher among gas customers of Energia and SSE Airtricity.

Figure 37: Awareness of smart meters among electricity and gas customers

Electricity

Base: All electricity customers— 499

2020 2021 2022

2019
N . . .
No 58% 61%
37%
Gas

Base: All gas customers - 491

Yes x % suppliers

Bord Gais Energy 71%
Electric Ireland 77%
Energia 77%
SSE Airtricity 82%
PrePayPower 59%

2020 2021 2022

Yes
Bord Gais Energy 67%
Electric Ireland 72%
Energia 84%
SSE Airtricity 79%
No
Flogas 62%
42%
30%
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SME awareness of smart meters is slightly lower compared with residential customers,
although increases have been seen across both electricity and gas customers, with 72% and
67% aware respectively.

Figure 38: SME Awareness of smart meters among electricity and gas customers

Electricity
Base: All electricity SMEs - 400

2019 2020 2021 2022

Yes X supplier m
Yes

) BordGiis 74%
Electric Ireland  82%

Energia 65%

SSE Airtricity 70%

* caution small base
**Added to gas survey 2021

Gas
Base: All gas SMEs - 250

2021 2022

n

Yes Bord Gais 66%
» Energia* 69%
SSE Airtricity* 63%
Flogas* 72%
Electric Ireland* 56%
No

* caution small base
**Added to gas survey 2021

When asked about whether they have a Smart Meter installed, 2 in 5 electricity and gas
customers indicate they have a smart meter installed. The vulnerable sample report similar
levels of installation.
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Figure 39: Incidence of getting a smart meter among electricity customers

Electricity Vulnerable online sample n =80
Base: All electricity customers — 499 359% have a Smart meter
Total

Yes x supplier

Yes =)

Already have a
Smart Meter

25% 43% 35% 38% 35%

** change in base size due to rotation of questionnaire sections
New answer coded added 2021

There is less take-up of smart meters on the business side, with one quarter claiming to have
a smart meter installed. Even fewer are availing of specific time of use tariffs with 1 in 10 of
those with smart meters claiming to be availing of these tariffs.
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Figure 40: Incidence of SMEs availing of smart meters (electricity only), and specific time of
use tariffs

Electricity
Base: All electricity SME - 400

Availing of a smart meter

Gl xcesion | 2022 |

Dublin 25%
Outside Dublin 21%

Electricity
Base: All electricity SME with smart meter - 85

Opting to avail of specific time of use
tariff (not just night vs day)

- N

Dublin 0%
Outside Dublin 15%

Electricity consumers were also asked if they would be willing to share their energy
information with suppliers to avail of new offers and services. Customer willingness to share
information with suppliers remains steady at 80%. Customers interested in a Time in Use tariff
have decreased slightly from 76% to 71%.
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Figure 41: Willingness to share information with energy providers so they can offer new
tariffs and services (electricity only)- customers

Electricity
86% 9
80% 81% 28% 84%
67%
Bord Géis lectr . Prepatt
Total Enéray Slreiond enérgia Rty Power”
2022 80% 81% 78% 86% 84% @
2021 81% 74% 81% 90% 86% 94%
2020 83% 92% 79% 87% 85% 83%
* change in base size due to rotation of questionnaire sections
** Caution small base
Electricity

Smart Meters will enable suppliers to offer Time in Use tariffs that will have different prices for electricity used at different times of day. For
example a cheaper tariff may be used at night or on the weekends. This means customers can potentially save money by moving some of their
consumption away from the most expensive times (for example doing your washing at the weekends or turning on the dishwasher at night.)

79%

71% 72% 71% 76% 7%
Total gersoue ejestic enérgia P, prepal
t
2022 71% 72% 71% 79% 76% 67%
2021 76% 77% 75% 85% 84% 84%
2020 78% 85% 75% 80% 77% 76%

* change in base size due to rotation of questionnaire sections
** Caution small base

There is a clear appetite for tracking electricity usage with almost 4 in 5 noting interest in this.
Most would prefer this to be conducted through an app, though it should be noted that those
over 65 are more likely to want the tracker to be accessible through a physical device or a
paper statement.
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Figure 42: Appetite for tracking electricity usage among consumers

Electricity
Would you use a system that tracks daily electricity usage?
Total
Yes x supplier
. Electric Bord Gais SSE Prepay
Energia i
Ireland Energy Airtricity Power
85% 76% 82% 86% 74%
** change in base size due to rotation of questionnaire sections
Electricity

Which channel would you like to use to access usage?

Total

Amobile app _ oo

A physical device in the home

Access via a website - 15%

A paper statement issued via post

** change in base size due to rotation of questionnaire sections

1in 5 residential customers with a smart meter installed are currently availing of specific time-
of-use tariffs. Of those who are not, over one quarter do not understand time-of-use tariffs,
while another 20% are happy with their current tariff, indicating a level of apathy still exists
even in times of increasing energy costs.
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Figure 43: Incidence of availing of specific time-of-use tariffs

Electricity

Availing of specific time of use tariff

Total

** change in base size due to rotation of questionnaire sections

Electricity

Reasons for not opting for TOU tariffs

Total

I don’t understand Time Of Use/Smart tariffs [ R 7o
| am happy on my current tariff and see no reason to change [N 0%
Without access to my usage data | do not know if | would make savings [ NN 139
The savings do not warrant the hassle [ R i :o:
| find it difficult to compare Time of Use tariffs/Smart tariffs [ N NRNRNINIGIGINGGG -
The off-peak/low price times do not work for my household [ N R 1 :
| have not found a Time of Use Tariff that is cheaper than my current tariff [ AR =2

Don't know (DNRO) [ 75

** change in base size due to rotation of questionnaire sections

SME customers were also asked whether they felt it was important that energy is produced
from renewable sources; agreement remains high at just under 9 in 10. There is less
agreement that the energy suppliers' ability to provide green source products influences their
choice of supplier, with 2 in 3 agreeing with this.
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Figure 44: Importance of renewable energy - (electricity only) SME

Electricity
Base: All electricity SME - 400

Important that energy is produced from renewable sources

Yes
- [
DK Bord Gais Energy 83%
Electric Ireland 84%
No Energia 84%
SSE Airtricity 95% ) ! :
2019 2020 2021 2022

Electricity
Base: All electricity SME - 400

Supplier's ability to provide Green Source Products influencing choice of supplier

Ry e |2 .

Bord Gais Energy 70%

Electric Ireland 54%
Energia 66%
SSE Airtricity 76%

2019 2020 2021 2022
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Residential respondents were also asked whether they have microgeneration installed. Less
than 1 in 10 have microgeneration installed currently. Among those with microgeneration, 3
in 5 are aware of surplus electricity payments.

Figure 45: Incidence of microgeneration & awareness of surplus electricity payment among
electricity customers

Microgeneration Installed Surplus electricity payment awareness

Total Total

No

No

Rooftop solar panels, monitoring energy usage through a smart device, and electric vehicles
are the dominant ‘Active Consumer’ activities that electricity and gas customers are interested
in participating in (if no costs are involved).
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Figure 46: Likelihood to participate in Active Customer activities - electricity and gas
customers below:

Total

installation of PV raoftop solar pamﬂs,_ 38
Use of an electric vehicle and installation of a charging station at hume,_ 39

Actively lowering your own energy usage by monitoring consumption
through a smart meter device in your home.

Participation in an online marketplace that allows you to buy renewable
energy from other participants or sell electricity you generated yourself,

Participating in a scheme that might briefly turn-off devices (such as ynur_ 20
immersion heater for example) in your home at high-demand times,
Sharing energy with a neighbour or friend who has their own generation_

(i.e. solar panels),

None ofthese- 12

** change in base size due to rotation of questionnaire sections

Total

retalaion ef Py rocfiop soar panel _ 8
Actively lowering your own energy usage by monitoring
consumption through a smart meter device in your home. _ 42

Use of an electric vehicle and installation of a charging station at

home,

Participation in an online marketplace that allows you to buy
renewable energy from other participants or sell electricity you
generated yourself,

Sharing energy with a neighbour or friend who has their own
generation (i.e. solar panels), _ 19

Participating in a scheme that might briefly turn-off devices (such
as your immersion heater for example) in your home at high-
demand times,

None of these - 4
¥* change in base size due to rotation of questionnaire sections

The main reason for not taking part in active customer activities revolves around the cost of
such activities, which may remain a deterrent during the current cost-of-living crisis.
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Figure 47: Reasons for not participating in Active Customer activities among electricity and
gas customers below:

Total

It sounds quite complex/complicated _ 19

Not sure who you would participate with

Too much effort

Other (Specify)

Not interested in participating - 7

** change in base size due to rotation of questionnaire sections

Don’t know where to start

e

It sounds quite complex/complicated _ 19

Not sure who you would participate with

Not interested in participating

Other (Specify) - 5

** change in base size due to rotation of guestionnaire sections

Residential respondents were also asked their opinion on Energy Communities. The following
information was read out to all electricity and gas respondents before being asked a series of
questions:

“An energy community is a group of active consumers who have come together, on a voluntary
basis, to find ways to provide environmental and social benefits to the community through
their involvement in renewable energy activities, such as production, supply, sharing or
storage”.

Over half of electricity and gas customers are interested in participating in an energy
community. Interest in the electricity base is highest for Bord Gais customers.
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Figure 48: Interest in participating in an energy community -

below:

Electricity
(Base: All electricity customers n= 499)

Total

e -

Gas
(Base: All gas customers n=491)
Total

No

electricity and gas customers

- =
Energy

()-2021

** change in base size due to rotation of questionnaire sections

o mp CEEEEE
R
ovigspumin | 5%

()-2021
** change in base size due to rotation of questionnaire sections
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Residential Research

Soaring increases in energy costs have resulted in sharp reductions in overall customer
satisfaction among the residential cohorts with the services provided by energy suppliers,
with satisfaction now at 71% (down from 77% in 2021) for electricity and 73% (down from
84%) for gas customers.

When focusing on supplier-specific satisfaction rates it paints a challenging picture, with all
but one supplier experiencing a decrease in satisfaction. Price satisfaction is the driving
factor in the reduction of satisfaction, while customer service is still viewed positively by the
majority.

Dissatisfaction is not felt as intensely in regard to the Network companies (ESB Networks
and Gas Networks Ireland) with consumers perceiving the current problems experienced as
less associated with the Networks and more associated with the Suppliers and the market
overall. The electricity and gas market in its entirety (Suppliers and network companies) was
assessed at 62% and 60% dissatisfaction respectively (Irish Water is at 57%), while the
Networks companies are assessed at 37% and 39% respectively.

When focusing on energy supply, those in arrears and those experiencing disconnections
have remained relatively stable from the previous year. There is a large proportion of
consumers claiming that the increases in energy prices have resulted in their bills no longer
being manageable for the household, with more than 1 in 3 electricity and 2 in 5 gas
consumers noting difficulties.

Much like in 2021, engagement with energy usage and associated energy cost remains a
strategic consideration for CRU, with the rise in energy costs and continued working from
home likely bringing about more considered energy usage choices among consumers. This is
reflected in the increased rate of switching among consumers within the last 12 months.

Increased consumer consideration is also evidenced in the approach to switching. From the
research, we see an increase in both telephone and door-to-door communications as the
method used to switch, while online switching has reduced. While this may reflect an end to
the online boom of the Covid period, price comparison websites remain important in the
switching process with increased usage of comparison tools noted.

Although the proportion of respondents engaging with their bill has remained relatively
stable, there has been a reduction in bill understanding among consumers, particularly in
terms of understanding how their bill is calculated, and how much energy they have used. In
addition to this, less than 80% of customers surveyed can identify if a particular bill has been
based on an estimated meter reading.

Building upon the indicators of consumer empowerment from 2020 and 2021, typical
behaviour by both electricity and gas customers in the case of imminent contract expiration
was to automatically continue with their supplier. This still remains the case for 41% of
electricity customers, but there has been a notable decrease amongst gas customers,
dropping to 29% from 38% in 2021 (likely because of the more severe energy price increases
for gas).

Among the residential cohorts, the key desired outcome of consumer empowerment centers
on their willingness to switch supplier. This is especially important in this financially
challenging time. As noted in previous years, switching continues to be something that is not
yet routine behaviour with over 2 in 5 consumers indicating they have never switched
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suppliers. This is notable seeing as 2 in 3 electricity and 3 in 5 gas customers claimed to have
saved the expected amount following a switch. The 12-month switching rate has increased to
23% and 27% respectively amongst electricity and gas consumers. Alongside this increase in
switching over the last 12 months, there has been a decrease in the ease of switching felt by
consumers.

During this turbulent period, CRU’s awareness levels remain modest, particularly on the
residential side with 1 in 4 electricity customers and 1 in 3 gas customers aware of CRU.
There is work to be done in promoting the CRU to vulnerable electricity customers with only
15% aware. Awareness of CRU’s role in consumer protection has dropped since 2021, while
knowledge of CRU’s regulation of Irish Water remains very low in absolute terms, with 10%
of electricity and 12% of gas customers aware.

Just over 1 in 10 customers claim to have contacted Irish Water in the last year regarding an
issue. Of those customers who contacted Irish Water, there are high levels of dissatisfaction,
with 3 in 5 electricity and over 2 in 5 gas customers stating they were unhappy with how the
issue was handled.

Energy consumers appear to be open to forming ‘Energy Communities’, with just over half of
consumers noting interest in participating. If cost was not a factor, solar panels, electric
vehicles, and the use of smart meter devices to monitor and reduce consumption are the most
popular initiatives. Though the actual take-up of initiatives such as microgeneration is low,
there is a clear appetite to engage in energy behaviours designed to reduce energy
consumption. High levels of awareness regarding smart meters have translated into 2 in 5
consumers claiming to have smart meters installed.

SME Research

Much like the residential research, SMEs have also noted a decrease in satisfaction among
electricity customers. However, this is not as pronounced as in the residential market, with a
decrease of 3% in overall satisfaction. However, there was a notable deterioration in relation
to overall satisfaction with gas suppliers of 11%.

As discussed in the residential research, there is likely to be more considered energy usage
choices among both residential cohorts and SMEs. This is reflected in the increased rate of
switching among gas SMEs within the last 12 months.

Again, mirroring the residential research, bill understanding has decreased among SMEs also
- this marks the third year in a row of decline for electricity customers.

When focusing on end-of-contract behaviour, the overall behaviour when electricity and gas
contracts come to an end has shifted, with electricity customers more likely to stay with
their current supplier either through automatically continuing with their supplier (27%), or
reviewing offers from the existing supplier (24%). Gas customers are less likely to
automatically stay with their provider, though reviewing offers with existing suppliers has
increased. The reduced appetite of SMEs to switch suppliers likely reflects the myriad of
challenges faced by many companies. Not only are SMEs contending with energy prices, but
there are also issues surrounding Brexit, increased labour costs, and staff shortages. Rising
energy prices do remain a worry with 2 in 3 electricity customers and over 3 in 5 gas
customers noting that the cost of energy is a significant challenge for their business. This has
increased substantially from 2021, reflecting the steep increase in costs.

In terms of switching, 1 in 5 SMEs have switched within the last 12 months, which is slightly
lower than that experienced among the residential cohort.
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Awareness of CRU is much stronger among SMEs, standing at 2 in 5 electricity cohorts, and
half of the gas cohorts noting awareness of CRU. When focusing on Irish Water, again we see
stronger awareness among SMEs. When focusing specifically on the role of CRU, SMEs
mainly see CRU as an organization responsible for increasing awareness of customer rights
and protection for all energy customers. When we focus on contact with Irish Water, a
quarter of SMEs have had contact with Irish Water regarding an issue, with over 3in 5
noting their dissatisfaction with Irish Water’s management of the issue.

In relation to energy efficiency, SMEs are not as strong as the residential cohorts in regard to
smart meter installation, with less than a quarter of SMEs having a meter installed. However,
when we shift our focus toward sustainability interest in renewable energy and
environmentally friendly energy generation is not restricted to only residential consumers;
SMEs are emphatic on this point, with 86% of SME electricity customers indicating that it is
important that energy is produced from renewable sources.
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